Service quality measurement towards customer satisfaction - Deutsche Post (DHL) in Asia Pacific by Poh, Cecilia Shiow Huei & Razalli, Mohd Rizal
1595 
 
SERVICE QUALITY MEASUREMENT TOWARDS CUSTOMER 
SATISFACTION—DEUTSCHE POST (DHL) IN ASIA PACIFIC 
 
1
Cecilia Poh Shiow Huei and 
2
 Mohd. Rizal bin Razalli 
 
1
College of Business, Technology Management Building, 
University Utara Malaysia, 06010, Sintok, Kedah, Malaysia. 
Email: ceciliapoh89@gmail.com 
2
Department of Technology & Operation Management, Technology Management Buildings, 




The purpose of this paper is to analyze the factors that 
contribute to service quality which are timeliness, 
condition/ accuracy of order, and quality of 
information towards a greater customer satisfaction. 
in DHL’. With the 38% dominant the Asia Pacific 
express market, DHL has a need to identifies 
significantly improve the customer satisfaction as a 
key benefits of logistics service quality. The company 
has find out the causes that affect the quality of the 
services to have a sustainable business. This paper 
will discuss about the DHL service performance by 
interview with the DHL Alor Star branch and 
reviewing the literature as a secondary resource.  
Keywords: DHL, service quality measurement, 
courier services, customer satisfaction, sustainability 
 
1.0 INTRODUCTION 
The courier service industry has rapidly grown in 
Asia Pacific recently. It seems to be everywhere. 
DHL has 38% dominance of express market in Asia 
Pacific. (Financial Daily, 2010) Size of overall 
logistics market in Asia is approximately $550 billion. 
In another hand, DHL Global Forwarding Malaysia 
offer a wide range of services including Air Freight, 
Ocean Freight, Domestic Freight (Cargo 
consolidation to East Malaysia), Customer Program 
Management, Cargo Management, Warehousing and 
Distribution, Project Forwarding and Customs 
Clearance. In 2008 they already able to handled more 
than 181,000 air freight shipments, equivalent to 
about 54,100 tones and over 41,200 TEU ocean 
freight. (DHL, 2011) 
As businesses adopt “just-in-time” production and 
strategies, the courier operators have played an 
increasingly important role in warehousing, logistics 
and supply-chain management. Mohd Zaidi, A. 
K.,(2010) The need to have efficient postal and 
courier services is undeniable because of the 
increasing of globalization applications these days 
and the need for integrated supply chain. DHL, is 
open up a new market in Asia
1
. The company started 
expanding their service through the early 1970s, first 
to the Philippines, then Japan, Hong Kong, Singapore, 
and Malaysia. It is a well known and experienced 
company with the logistics services especially in 
warehousing, express mail services and courier 
service. 
 
Why customer satisfaction? Research in Spain by 
Va´zquez Casielles et al. (2002, p. 40), cited by David, 
S.F. et.al (2008) confirms that quality in supplier 
physical distribution activities has the greatest 
influence on customer satisfaction. Not only so, but 
customer is one of the targeted market out of few 
stakeholders because they are important to sustain a 
business. Hence, their reaction on the services is 
always the critical feedback to DHL. The company 
currently has to find out the causes that affect the 
quality of the services in order to have a sustainable 
business to compete with other courier company in 
the intensive industry. The service performance is 
among the key factors that determine the customer 
satisfaction in this industry. 
 
2.0 LITERATURE REVIEW 
Review the literature on the importance of courier 
service, customer satisfaction, factors that influence 
the service performance which is timeliness, 
condition/ accuracy of order, and quality of 
information from different perspective and aspect. 
 
                                                          
1
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2.1 Customer Satisfaction 
Why measure performance? 
‘When you can measure what you are speaking about 
and express it in numbers, you know something about 
it’. --   Kelvin, cited by Department of Trade and 
Industry 
‘You cannot manage what you cannot measure’. – 
Anon, cited by Department of Trade and Industry 
In the service industry, customer satisfaction is a vital 
element which contributes heavily to customer 
loyalty. Customer satisfaction that increases customer 
loyalty eventually leads to business profitability. The 
Logistic Service Quality (LSQ) model, using 
variables which include ‘timeliness’, condition/ 
accuracy of order, and quality of information 
determining the most effective dimension in 
providing service quality to achieve customers’ 
satisfaction in the current market condition. The 
notion of LSQ has been studied from two different 
perspectives: objective and subjective quality. The 
first approach relates quality with adapting the service 
to service provider defined specifications (Crosby, 




Based on the customer value theory, timeliness is 
among the essential elements in the relationship 
between logistic provider and customers. Timeliness 
refers to whether orders placed are delivered on time 
as promised. It is essential as it helps in reducing the 
overall operation process in terms of times between 
service stops. It is found that customer satisfaction 
can be further enhanced given the availability of 
flexible timeliness based on demand. 
 
2.3 Condition/ accuracy of Order 
According to Xu and Cao (2008) cited by Derek, O. L. 
T. et. al, (2012), this measures the average 
effectiveness and success of a courier provider once 
they have received a customer’s order. It also 
involves the accuracy of billing and record keeping as 
well as the completion of the service at the designated 
time. Furthermore, it is important for firms to meet 
the demands stated in a particular order in terms of 
quantity and quality upon arrival, in terms of whether 
or not the package sustained any damage. Should any 
complaints be made and then mismanaged, it would 
lead to customer dissatisfaction and further prompt a 
switch to a competitor from the industry. Sound 
interaction between personnel and the customers 
had been discussed being a factor contributing to 
customer satisfaction. The ability of the 
personnel to distinguish regular clients is equally 
important to learn different preferences, problem 
solving and improve knowledge on the products 
as well as providing customized attentions that 




2.4 Quality of Information 
 
The ability of courier provider to include relevant 
product information is essential to attract customers’ 
attention to their specific service and promotions 
which meet their needs. The overall customers’ 
satisfaction can be affected by the information 
provided, in terms of trustworthiness and quality of 
information which would help customers in making 
better decisions. (Derek, O. L. T., Felicia, T, et.el 
2012). Logistics research based on marketing 
principles began to analyze the capacity of logistics to 
deliver quality and thus generate greater customer 
satisfaction and loyalty (Mentzer et al., 2004; Richey 




This section discusses the process and the way of this 
research being carried out and the research design 
undertaken to achieve the objectives of this study. 
3.1 Model Building 
i. Research Idea/ Brainstorming 
-Pick a topic 
-Determine the objectives 
-Determine the scope of the research 
 
ii. Research Design 
-Selecting the methodology approach 
-Literature Review 
-Choose several articles which relevant to 
the research 
 
iii. Literature Review 
-The importance of courier service 
-Service performance / Logistics Service 
Quality of DHL 
-Timeliness 
-Reliability 









v. Publication Process 
-Review by Supervisor 
-Check for APA format 
-Completing the full report 
-Posters for SIPTIK Day 
3.2 Qualitative Strategy 
Research incorporates an emergent design: The 
research design cannot be completely specified in 
advance of the fieldwork. Understanding develops 
and evolves through the research process and study 
varies perspectives from articles. This study, as a 
literature review study, required flexibility to respond 
to the researcher’s evolving understanding and to 
pursue general statement of inquiry as needed. 
Research is interested is interest in how people make 
sense of their lives, how they interpret experiences, 
and how they structure their social world: A good 
research has to link the outcomes of research with 
social field. This study directed attention by 
comparing performance. Customer is a good target to 
be survey since they are the one who create the 
demand and experience the services. 
The process of research is inductive: The qualitative 
research approach is exploratory and focuses on 
literature review. This study did not begin with a set 
of hypotheses to test, nor did it intend to the 
generalizability or predictive power of the 
preliminary conceptual model. Instead, it collected 
data through a variety technique and then used a 
modified inductive analysis to identify and highlights 
characterize important categories, dimensions, and 
the interrelationships in the phenomenon. 
Research is descriptive: Qualitative research focuses 
on describing and understanding a phenomenon. 
Description includes a detailed account of the context, 
the activities, the participants, and the processes. The 
goal of the research was to analyze the factors that 
contribute to customer satisfaction then customer 
loyalty and to identify the space for DHL to move 
forwards. 
3.3 Case Study 
Zaidah Zainal, 2007 state that in most cases, a case 
study method selects a small geographical area or a 
very limited number of individuals as the subjects of 
study. Stake (1994, p.244) suggests that a case study 
is useful when “opportunity to learn is of primary 
importance.” A case study approach provides a mode 
of inquiry for an in-depth examination of a 
phenomenon. Yin (1989, p.23), cited by Zaidah 
Zainal (2007) 
4.0 FINDING 
This will further discuss the service quality 
performance of DHL in Asia Pacific. The findings 
start with the background of DHL. DHL Worldwide 
Express was the world’s leading international express 
delivery network. . DHL comprised two companies: 
DHL Airways which based in San Francisco and 
managed all U.S operation and DHL International 
which based in Brussels and managed all operations 
outside the U.S. 
As DHL going to maintain its leadership position, 
DHL needs to improve continuously especially in 
services performance. The ability of courier providers 
to include relevant product information is essential to 
attract customers’ attention to their specific service 
and promotions that meet their needs. Overall 
customer satisfaction can be affected by the 
information provided, in terms of trustworthiness and 
quality of information, which can help customers 
make better decisions 
According to the case study analyze, few major 
characteristic of DHL’s service is has been identified 
as follow: 
i. Trustworthy, companies that can be trusted. 
ii. Smart, fast and excellent delivery service to 
customer satisfaction. 
iii. Reliability, quality and flexibility of the 
keeping and deliver the goods. 
iv. Receipt, management, execution, sequencing 
and dispatch of orders in a timely manner. 
v. Specialized with increased effectiveness 
through skilled people. 
vi. Innovative and high productivity company. 
vii. Responsible and very carefully in handling 
customer trust. 
viii. Effective and efficient in production process 
and cost. 
ix. High-Tech company by using sophisticated 
system and IT enabled solutions. 
x. Responsive to customer needs and 
competitive to business market. 
xi. Connected to worldwide networking. 
 
In additional, finding also shown that the service 
quality can be translates into competitive advantage 
in the express business. A fundamental component of 
DHL’s Focus in 2010 initiative is to continuously 
improve their quality of service. To achieve this goal, 
they are tracking the ever-changing requirements of 
1598 
 
the customers and measure their services, for instance 
using mystery shoppers. DHL is constantly improving 
the work flows in order to work effectively and cost 
efficiently. Standardizing the processes plays a vital 
role in this. For example, in May 2010 they 
introduced a globally standardized internet platform 
that gives customers all over the world simple, 
uniform access to DHL’s services, regardless of 
whether they are acting as individuals or as 
organizations which operate worldwide. DHL had 
been cautious about differentiating itself on the basis 
of the speed of service, and arrival times were not 
guaranteed. However, DHL executives believed that 
their extensive network meant that they could deliver 
packages faster than their competitors. 
 
DHL constantly review customer behavior and 
customer response, for example using the First 
Choice methodology, and draw the necessary 
conclusions, starting with the customer’s very first 
contact with the call centre, internet site or sales 
employee all the way to delivery of the shipment to 
the recipient and invoicing. 
 
5.0 CONCLUSION 
As what customer concern always is the service of a 
company rather than the price they pay. Nowadays, 
people are willing to pay higher for greater service 
quality because most of the time customer is urgent 
for the freight to produce or giving other’s service. 
There is keen competition among the industry. More 
importantly, they aim to fulfill their customers’ 
requirements comprehensively and they place great 
value on quality and sustainability. 
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